~ Complaints About 
N.HLS. Services 
In Salford 
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Your views matter and the N.H.S. wants to know about them. 
The N.H.S. can only improve things if you tell us what is wrong. 


‘Under the Patients' Charter, you have a right to have any 

complaint about N.HLS. services investigated and to get a quick, 
full reply. If you complain, you should not be victimised or 
refused services you would otherwise get. 


Who can complain? 

Complaints can be made by: 

° ie existing or former patient; or 

¢ someone else with the consent of the patient; or 

* someone such as a close relative or friend if the patient cannot 
complain or consent - for example, if they have died, are very 


young or very ill. 


You can make a complaint in any way or language. You will 
get help if you ask. The reply will be in the form best for you. 


Is there a time limit for complaining? 


Please complain as soon as possible. The N.H.S. will usually 
handle complaints made within either: 


¢ six months of the event; or 


¢ six months of you realising you have a complaint, as long as__, 
this is not more than 12 months after the event. | 


These time limits can be waived if there were good reasons why — 
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| Who do I complain to first? 


_ If you have a complaint, there are three options for resolving it at 
~ alocal level. These make up the Local Resolution process. _ 
© Think sea them in this order: | 


(a) "Frontline" response - = with the person dongernddl or 
et dearest 


_(b) Conciliation - contact the Complaints Manager and ask 
| for someone to pop sort things out; 


( (c) "Formal" response - put the complaint to the organisation’ S 
¢ Complaints Manager or Chief Executive. 


~ Choose which option ts right for you. This will depend on who 
_ and what your complaint is about. Things can usually be sorted 
— out straight away with the person involved or their manager. 


4 if you cannot sort things out, or you want to talk to someone not 
_ directly involved, contact the Complaints Manager. The N.H.S. 
complaints managers in Salford are listed in this booklet. 


What about Confidentiality? 


< Be ocver looks into your complaint may a to Beal te other 

, staff. This is to work out what happened and then what to do. _ 

_ Any information about you will stay confidential. All complaints 
_ records will be filed separately from case records. 


When will I get a reply? 


If your complaint is not resolved on the spot, it should be 
acknowledged within two working days of receipt. This is 
unless a full reply can be given within five working days. — 


A full reply should be sent to you within 


¢ 20 working days by the Chief Executive if your complaint is 
about an N.H.S. trust or health authority; or 


¢ ten working days (20 if a Health Authority is involved) by 
the practice if the complaint is about family health services. 


If this is not possible, you should be sent regular updates, 
unless a specific date for a reply is given. 


What if Local Resolution does not work? 


If you are not happy with the reply to your complaint, ask the 
relevant N.H.S. trust or health authority for an Independent 
Review to investigate further. You must do this within 28 days _ 


of the date of the final reply, which should say who to contact. ) 


= 


A member of the N.H.S. trust board or health authority, called 
the Convener, will consider your request. They should 

acknowledge its receipt within two working days. They may ask: 
you to state in writing what you are still unhappy about and why. 
You can get help with this from the Community Health Council. - 


The Convener will contact an independent lay person from a 
peeional list to consider saa case. They must check whether: 


. anything else might i done locally to satisfy you; and 
there is likely to be benefit in having an Independent Review. 


The Convener does not have to set up an Independent Review. 
You will be told the Convener's decision in writing, within 


. 20 working days for a complaint about an N.HS. trust or 
health authority; or | 


+ 10 working days for a complaint about family health services. 














‘Tf the Convener sets up an Independent Review, they will tell you” 
what the Panel will investigate. They must arrange for the Panel's 
appointment within 20 working days. 


If they refuse an Independent Review and you think this is unfair, 
complain to the Health Service Ombudsman (see overleaf). 


What can an Independent Rye aoe do? 


i he Panel has three sina As well as the Convener, there is a 
Chair and a third member who are independent lay people. The _ 
F anel will investigate the issues referred by the Convener, talking 
to everyone involved, and getting any specialist advice it needs. 

It should produce a draft report within 50 working days of its 
appointment (30 working days for family health services). 


The Panel then has another ten working days to make a final 
report with its findings, conclusions and recommendations. The 
report will be sent to you and the N.HS. trust or health authority: 


The Chief Executive will write to detail the action taken because: 
of the Panel's recommendations. They must send this within 


¢ 20 working days of getting the Panel's report for complaints 
about an N.HS. trust or health authority, or | 


¢ §5 working days for complaints about family health services. 


Their reply must tell you of your right to go to the Health Service 
Ombudsman if you are still not happy. 


Can the Panel recommend disciplinary measures? 


No. The Panel has no power to discipline anyone, award 
compensation or even to recommend such action. Disciplinary 
action may take place after a complaint has been made, but this 11 
considered separately under a different procedure. 


What if I am still unhappy? 


If you are not happy with the result of the Independent Review, — 
complain to the Health Service Ombudsman. The Ombudsmati 
is spose of the N.H.S. and the Government. 


You must TaPAly, complain to the Ombudsman within one year 
of the event in question. 


You can contact the Ombudsman at: 


The Health Service Ombudsman for England 
Millbank Tower 
AM ani 7 
London SWIP 4QP. 


—B 0171-217 4051. Minicom: 0171-217 4066. — 


_ What can the Ombudsman investigate? 


_ The Ombudsman can investigate complaints about the way in 
which an N.HLS. service was provided or a failure to provide a 
_ service you are entitled to get. This includes the handling of 
complaints and requests for information. If you want advice on 
whether to complain to the Ombudsman, contact his office. 


_ The Ombudsman does not have to take up every complaint made. 
_ He will not usually investigate a case that has not been through 
_ the N.H.S. complaints system, or that the courts are handling. 


_ What happens if the Ombudsman investigates? 


_ Ifthe Ombudsman investigates your complaint, you will get a 

_ report of the findings. If he upholds any part of the complaint, the 
report will say if the N.H.S. authority has agreed to put right any 
- injustice or hardship you have suffered. They might, for example, 
| he a (oa or change policies and pean 





N.HLS. Complaints Managers in Salford. 


If you cannot ee your complaint with the people involved, or 
want to complain formally, contact the relevant SOUP ats 
manager from the list below: 


Family Health Services 
(family doctor, dentist, chemist and optician services) 


Contact the surgery or practice. The feeerotiat or practice 
manager can tell you who to complain to. 


Greater Manchester Ambulance Service N.H.S. Trust 
(Emergency (999) and patient transport services) 


Mr. Ian Campbell 
Complaints Manager 
Greater Manchester Ambulance Service N.HLS. Trust 
Ambulance Headquarters 
Bury Old Road 
Whitefield 
Manchester M45 6AQ. 


@ 0161-231 7921. Minicom: 0161-223 6553. 


- Manchester Children's Hospitals N.H.S. Trust 
(Booth Hall Children's Hospital and 
the Royal Manchester ae S Hospital). 


| Mrs. Rebecca foward 
Complaints Manager 
Manchester Children's Hospitals N.H.S. Trust © 
Royal Manchester Children's Hospital 
Hospital Road _ 
Pendlebury 
Manchester M27 4HA. 





—@ 0161-727 2214. Minicom: 0161-727 2399. 


“Mental Health Services of Salford N.H.S. Trust 
(Prestwich site, Meadowbrook, Glendale, The Woodlands, 
community mental health services and others) 


Ms. Heather Souch 
Complaints Manager 
Mental Health Services of Salford N.H.S. Trust 
Bury New Road 
Prestwich 
Manchester M25 3BL. 


0161-772 3518. Minicom: 0161-772 3518. 


Salford Community Healthcare N.H.S. Trust 
(Community health services, such as 
district nurses and chiropodists, provided in 
health centres, clinics and people's own homes). — 


Mrs. Sandra Fretwell 
Complaints Manager 
Salford Community Healthcare N.H.S. Trust 
Joule House 
_ 49 The Crescent 
Salford M5 4NW. 


0161-743 0466. Minicom: 0161-743 0466. — 


Salford Royal Hospitals N.HLS. Trust 
_ (Hope Hospital, Ladywell Hospital, 
and community midwifery services). 


Miss Lyn Ellis 
Complaints Manager 
Salford Royal Hospitals N.H.S. Trust 
Hope Hospital 
Stott Lane 
Salford M6 8HD. 


(0161-787 5862. Minicom: 0161-789 7373. 


Salford and Trafford Health Authority 
(responsible for all family health services in Salford 
and working with G.P. fundholding practices 
to buy all the N.HLS. services for Salford people). 


Mr. Harold Thorp — 
: Complaints Manager 
Salford and Trafford Health Authority 
Peel House | 
Albert Street 
| Eccles 
Manchester M30 ONJ. 


—@ 0161-931 2000. Minicom: 0161-931 2000. 


- Other organisations providing services to the N.H.S. 


_ Several private and voluntary organisations provide services to 
_N.HS. patients from Salford. They must run a complaints 

_ procedure. If you have a complaint, ask for the Complaints 

_ Manager. 


z Please contact the Health Authority or the Community Health 
~ Council if you have any problems. | 





Independent Help and Information. 


Salford Community Health Council (C.H.C.) is the local 
independent "watchdog" for the N.HLS. It is not part of any 
health authority, hospital, N.H.S. trust or the City Council. 


Salford C.H.C. runs a free and confidential service for people 
with comments, complaints or questions on the N.H.S.The 
C.H.C. staff will give anyone information about complaints. They, 
can, however, only give direct help to people with a complaint 
that: 7 


(a) has not been sorted out through Local Resolution; or 


(b) is best dealt with under criminal, professional conduct or 
similar procedures. | 


Salford C.H.C. also has its own complaints procedure to deal 
with any complaints about it. 


Please contact: 
Mr. Chris Dabbs 
Chief Officer 
Salford Community Health Council 7 
2 Churchpstreer , 
Eccles e 
Manchester M30 ODE. , 


@ (0161-789 0474. Minicom: 0161-789 0474. 
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